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Customer Relationship Management System （CRM） is a technical system adopting 
network platform, customer relation theory, computer hardware and software. It includes 
management level and software technology.  
Due to the increasingly fierce competition, commercial banks have shifted the focus of 
work from “products” to “customers”, especially in the mining, development, maintenance of 
core customers. In order to collect, collate and refine information about customers, they find 
more potential customers around large customers and increase customer satisfaction and loyalty 
with the technical support of CRM system. 
Management of customer relationship in commercial banks is analyzed to find problems 
and optimization measures of the management. Development goals and needs of the system are 
expounded based on customer relationship theory. From a technical point of view, information 
system of customer relationship management is designed on the basis of need analysis. 
Technical proposal is as follows: J2EE technology architecture and Oracle database 
management system are combined to develop a customer relationship management system 
（CRM）. The main modules include customer management, contract management and system 
management, where customer management is the key functional modules. In the design process, 
customer demand of bank CRM system is analyzed to design functional modules and databases; 
the design for key modules is then discussed in banking CRM system; finally, the critical 
module process of customer relationship management is achieved. 
The results show that during the official operation in Commercial Banks, customer 
relationship management system is in line with the requirements of customers. It effectively 
improves the efficiency of customer relationship management, satisfaction and loyalty of core 
customers, bringing more potential clients. Therefore, CRM system plays an important role in 
business development.  
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进行理论研究，对核心客户进行差异化分析，围绕 J2EE 体系和 Oracle 数据库的技术，设

























CRM 的理念最早由 Gartner Group 在美国提出的，这种理论在二十世纪的九十年代之










    （2）营销策略角度 
































    2000 年以后，我国的一些企业开始逐步应用 CRM。与国外长达十几年的发展过程的
相比，目前我国的客户关系管理在软件开发和管理水平等方面都处于初级阶段。 
（1）管理理念角度 
    国外先进管理理念的传入与信息技术的发展，为我国 CRM 研究奠定了理论基础和
技术支持。在国内研究客户关系管理领域，CRM Research Center of China 是较具有代表
性的机构[1]，CRCC 整合了 CRM 内涵、模式和应用方法并加以创新，综合运用了网络、数
据库、图形图像、人工智能等技术，率先提出了创造性的理论 - - -“中国客户关系管
理方法论（China CRM Methodology）”。这一理论的设计，符合中国企业的 CRM 体系及“三
层制客户关系管理架构，构筑了一种客户关系管理系统---“双 e 主导”结构，为中国企业提
供了客户关系管理的产品方案、应用方法和主要行业需求等方面的科学建议[1]。陈旭通过





展，保持客户资源的稳定性[1]。在实施 CRM 过程中，王炳雪提出了实施步骤：通 过
需 求 分析、合理选择软件、并逐步实现。成栋、宋远方也论述了 CRM 与其他管理关系
的理论[4]。 





























































处理的数据域，确立软件自身的建设目标，为以后 CRM 系统的应用奠基。 
（3）在核心客户管理系统建设过程中，注重技术重点和难点的研究，例如：①如何
实现核心客户管理系统的 J2EE 多层技术架构；②如何设计各功能模块，包括功能模块和
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